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Always 

Help! 

CDOR Vision: Our vision is to become the premier Department of Revenue  

                     known for its outstanding customer service, innovation, and  

                     dedicated employees 

DMV Vision:   Our vision is to become a  

                     national leader in innovative,  

                     customer-focused service 

CDOR Mission: The Colorado Department of Revenue will become a trusted partner to  

                       every Coloradan to help them navigate the complexities of government so  

                       they can thrive 

DMV Mission:   Our mission is to provide motor vehicle,  

                       driver and identity services that promote  

                       public safety, trust and confidence 
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DMV OVERVIEW 

Driver License 
 

Issues driver 

licenses, 

identification  

cards, and 

instruction permits 

 

 

Staffing: 

350.5 FTE  

Driver Control 
 

Maintains driving 

records of all 

individuals with a 

Colorado driver 

license 

 

 

Staffing: 

112.7 FTE  

Vehicle Services 

 
Provides operational support to 

county motor vehicle offices 

 

Licensing and auditing of 

vehicle emission-testing 

facilities & individual inspectors 

 

Staffing: 

72.7 FTE  

Motor Vehicle 

Investigations Unit 
 

Investigates all 

activities related to 

DMV core functions to 

detect & prevent fraud 

 

 

Staffing: 

9 FTE  

Application Support 
 

Provides centralized 

training and customer 

support for all sections 

of the DMV and 

Colorado counties 

 

 

Staffing: 

14 FTE  

DMV Administration 
Provides administrative oversight and strategic direction for the Division of Motor Vehicles. 

Staffing: 9.9 FTE 

Appropriation:  568.8 FTE / $63,051,4371  ($58M Cash Fund, $4.8M General Fund, $0.2M Re-appropriated Fund) 

32 State Operated Drivers License Offices and ID card support to the Colorado Department of 

Corrections’ Denver Reception and Diagnostic Center and Colorado Territorial Correctional Facility. 
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COUNTY CLERK PARTNERSHIP 

County Clerks are authorized agents of the 

Department of Revenue 

 

   Drives County Governance Committee 

 

Requirements Subcommittee 

 

         Additional working groups 

 

        Financial Advisory Working Group 

 

   Voter Registration Working Group 

 

   Colorado County Clerks Association 

 

   DMV County Trainers 

 

1,100 County employees 

 

in 

 

107 offices across Colorado 

Motor Vehicle Titling and 

Registration Services 

Driver License and 

Identification Services 

14 Counties 

 

provide service in  

 

20 offices 
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PARTNERS and STAKEHOLDERS 

Joint 

Identification 

Task Force 

Motor Vehicle 

Statute Review 

Committee 

National Voter 

Registration 

Act working 

group 

Immigration 

Rights Advocacy 

Groups 

Legislators 

Public Safety 

Partnerships 

Colorado 

Residents 

County Clerk & 

Recorders 

Social Security 

Administration 

Other State 

Agencies 

State and County  

employees 

Donate Life 

Colorado 

Lawyers 

Committee 

3rd Party 

Testers 

Driver 

Education 

Schools 

Internal 

Revenue Service 

US Citizenship 

& Immigration 

Services 
Selective 

Service 

Vehicle 

Owners 

AirCare 

Colorado 

State Traffic 

Records 

Committee 
County 

Commissioners 
American 

Association of 

Motor Vehicle 

Administrators 

International 

Registration 

Plan 

Colorado Motor 

Carriers 

Association 

5 



Office Metrics 

CHANGING THE PERCEPTION 

FY2019 GOALS 

High Volume (Goal 70%) 

 

Walk-ins 

82.1 % spent 45 min or less 

 
Appointments 

77.4% spent 30 min or less 

Low Volume (Goal 70%) 

 

Walk-ins 

78.2 % spent 25 min or less 

 
Appointments 

76.5% spent 20 min or less 

Online Metrics 

Goal 55% 

 

60.4% of customers eligible to 

renew online used that service 

 

FY2019 

205,308 online renewals 

Customer Service 

Driver Control Call Center  

5 minutes, 59 seconds 

 

Call Center Wait Time 

 

 Out-performing 9 minute 

wait-time goal by 3:01 
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83.7 %  

Positive Response Rate 
Based on surveys received 

1,346,685 

customers seen in offices 

6 



CHANGING THE PERCEPTION 

FY2020 GOALS 
Increase customer feedback response rate by 25%. 

Develop a closed-loop feedback system for our in-office services in the 

Motor Vehicle Division to move from level 2 to level 3 on the Customer 

Feedback Maturity Index. 

Reduce total customer experience times for walk-in DMV services in 

high volume offices to below 45 minutes more than 85% of the time. 

Reduce total customer experience times for walk-in DMV services in 

low volume offices to below 25 minutes more than 85% of the time. 

Increase the number of online driver license renewals (for those 

eligible) by 10% over the previous year. 

All 7 DMV Call Centers will have a combined average call wait 

time of 9 minutes or less. 7 



CHANGING THE PERCEPTION 

Online Services FY2019 

Added a wait-time tracker to website for 

customer awareness 

Expanded available online services from 

7 to 35 

Made the website more user-friendly 

MyDMV 

584,000 online transactions 

FY2019 23% increase 

80,000 hours saved by 

Skipping the Trip 
8 



CHANGING THE PERCEPTION 
What our customers are saying about the DMV 

My autistic son was coming in for a state ID. 

Staff was outstanding 

Much improved employee attitude and processing over previous visits 

to dmv offices This was a very positive experience for me. 

I love the new location on [84th] and Federal Blvd. I was in and out 

within 15 minutes. Everyone on staff was very polite and 

professional. 

I was very pleased with my experience. I was greeted immediately 

after checking in. The employees were friendly and professional. I 

was amazed to be in and out within 15 minutes. Thank you! 

Super impressed. I was prepared for a long & confusing visit, but it was 

quite the opposite. It was quick & easy! :-) 

My visit was very expedited, professional and friendly! Best visit yet! 
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CHANGING THE PERCEPTION 
- Upgrading or moving Driver License facilities to provide both 

employees and customers a high quality office experience. 

 

- Increased number of offices with new office in Westminster.  
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Public Safety Partnerships 

Persistent 

Drunk Driver 

Committee 
Colorado Task 

Force on Drunk 

and Impaired 

Driving 
National Highway 

Transportation 

Safety 

Administration 

Department of 

Corrections 

Partnership 

Autonomous 

Mobility Task 

Force 

Law Enforcement 

Agencies 

Colorado 

Department of 

Transportation 

State Traffic 

Records 

Advisory 

Committee 

Colorado Young 

Drivers Alliance 

Project 

Homeless 

Connect 

Driving 

Records 

Management 

New Form DR 3447 - Crash Report 

 

● Implemented September 2019. 

● Combined State and Federal Initiative. 

● Increased data collection to significantly 

improve analysis. 

● Creates base to integrate electronically in 

the future. 

 

Federal Motor 

Carrier Safety 

Administration 

Department of 

Justice 

 Colorado Interlock Safety Impact 
 

 

Annually, 0.8 lives saved per 100,000  
 

45 Lives saved in Colorado per year 

87,058 Vehicle starts prevented in Colorado with an 

interlock when driver ≥ .08 BAC (2006 to 2016) 
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DESIRABLE PLACE TO WORK 
Employee Engagement 

Committee 

Office contests 

Cookoffs/Potlucks 

Health Fair 

Colorado Combined Campaign 

DMViews 

Highlighting employee 

activities and 

accomplishments 

Caring Leadership 

Recognizing and 

celebrating 

performance 

 

Maximizing available 

staff 

 

Creating quality work 

space 

 

Training and 

Professional 

Development 

Old 

design 

New 

design 
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DRIVES UPDATE 

Modern technology platform 

 

Integrated processes 

 

Reduced employee training time 

 

Efficient and accurate transactions 

 

Disaster recovery 

 

Increased number of online DMV 

services for customers 
 

$19M 

under 

budget 
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DRIVES CHALLENGES 
 

State and County Financials - Financial Project Implemented. 

 

Technical and Training Support 

 

Call Center Support 

 

Communications 

 

National Motor Vehicle Title Information System Integration 

 

Network and System Outages 

 

Programming Capacity 
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REAL ID UPDATE 

Colorado was deemed REAL ID 

compliant in 2012 

TSA Information Campaign to inform 

public of full compliance requirement 

by Oct. 1, 2020 

All eligible Colorado driver license and 

identification card holders are already 

REAL ID compliant 

Work continuing to streamline 

processes and maintain compliance 
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Colorado Road and Community 

Safety Act (SB13-251) 
Effective August 1, 2014: Authorizes issuance of a driver license, instruction permit or identification card to 

individuals who cannot demonstrate lawful presence in the U.S. or can only demonstrate temporary lawful presence. 

Not Lawfully Present 
Total issued license, identification, permit 
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Partnership with Advocacy Groups 

 

● Great relationship with Advocacy 

Groups. 

● Partnered to assist applicants in 

preparing for appointment. 

● New initiative to authorize groups 

to schedule appointments. 

● Expected to reduce no-show rate. 

 

 

Offices 

(current) 

Lakewood 

(Westgate) 

 

Grand Junction 

 

Colorado Springs 

 

Aurora 

Appointment only due to length of Transaction 
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SB13-251 PROGRAM EXPANSION 
SB19-139 expands the program to 8 or more offices by 

Jan. 1, 2020, and 10 or more offices by July 1, 2020. 

Current locations 
Lakewood/Westgate Grand Junction 

Colorado Springs Aurora 

January 1, 2020 
Glenwood Springs Montrose  

Pueblo Lamar 

Durango 

July 1, 2020 
Alamosa Sterling 

186 to 428 Daily Appointments by July 1, 2020 
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DEALERSHIP REGISTRATION 
HB18-1299 allows third-party vendors to provide electronic vehicle registration 

software to dealerships 

Alleviates customer trips to county 

DMV offices 

Implementation dependent on funding 

through gifts, grants, donations 

SB19-256 extended implementation period through June 30, 2021 

Appropriated $1,187,502 spending authority for the project 

All parties on a path to implement by November 2020 
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SELF-SERVICE KIOSKS 
Created by  

SB16-138  

 

Pilot led by Arapahoe 

County beginning 

February 2017 

12 Pilot Counties 

Arapahoe 

Adams 

Boulder 

Broomfield 

Douglas 

El Paso 

Jefferson 

La Plata 

Larimer 

Mesa 

Weld 

Freemont 
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CDOR Procurement 

process to 

administer contract 

and expand kiosk 

program and 

services 
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X SEX IDENTIFIER 
HB19-1039 allows Colorado residents to have an X sex identifier on their 

driver license, as determined by them and their licensed treating medical 

or behavioral healthcare provider 

Law effective January 1, 2020 

Replaces DMV emergency rule implemented November 30, 2018 
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LICENSE PLATE UPDATE 

HB19-1255 - Mesa Verde National Park License Plate SB19-205 - Honor Service of Women Veterans 

21 



GROUP SPECIAL LICENSE 

PLATE APPLICATION PROCESS 
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Start Step 1 Step 2 Step 3 
Application for the proposal to 
create a GSLP are completed 
pursuant to the: 

 

Modified process in 42-3-207, 
C.R.S.,  

and; 

1 CCR 204-10 Rule 16. Group 
Special License Plates 

Non-profit 
organizations desiring 
to propose the 
creation of a GSLP 
are provided a packet 
detailing the process 
and requirements 

 

To ensure compliance with C.R.S. and rule,  
the Department requires the non-profit to 
provide the following: 
 

1. Completed application 

2. Affirm agreement to rules and regulation 

3. Proof of non-profit tax exempt status 

4. 3,000 signatures (both electronic and 
originals) 

5. $200.00 license plate design payment 
submitted to Colorado Correctional Industries 

6. Funds descriptor letter detailing the non-
profit’s collection and use of a donation 

7. Pre-certification process letter detailing the 
requirements that customers will have to meet 
in order to be authorized by the non-profit for 
issuance of the proposed GSLP 

8. Organizations charter and/or articles of 
incorporation 

9. Logo permissions 

If the non-profit meets the minimum statutory 
requirements within 2 years, the Department 
issues an approval notification information the 
non-profit that: 

 

1. Their application for the proposal to create 
a GSLP, documents supplied, and petitions 
obtained have met the minimum statutory 
requirements;  

 

and; 

 

2. That the non-profit has the sole 
responsibility to obtain a legislator to sponsor 
a bill 

 

At this point, a new 2-year time limit is 
established 



Questions 

Please Visit CDOR’s Website: 

https://www.colorado.gov/revenue 

Contact: 

Jean Robinson, CDOR Legislative Liaison 

(Jean.Robinson@state.co.us) 
 

Follow CDOR on Social Media 

@CO_Revenue 

ColoradoRevenue 
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